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VLWHV&XPPLQV3HOWLHU6FKLEURZVN\	1LOO$PRQJWKHEHVWNQRZQRIVRFLDOPHGLDDUH)DFHERRN/LQNHG,Q
,QVWDJUDP7ZLWWHU HWF(DFKRI WKHVH DUHXVHGE\KXQGUHGV RIPLOOLRQV RISHRSOH DQGPRVW LPSRUWDQWO\ QRZE\
EXVLQHVVHV
6RFLDOPHGLD FRPPXQLFDWLRQ FKDQQHO SURYLGHVRSSRUWXQLWLHV IRU ILUPV WR FRQQHFW DQG LQWHUDFWZLWK WKH WUDGLQJ
SDUWQHUVDQGFRQVXPHUVZLWKJUHDWHUUHDFK7KDFNHUD\5RVHPDU\1HLJHU+DQVRQ	0F.HQ]LH)RULQVWDQFH
VRFLDOPHGLDFRQQHFWEXVLQHVVWREXVLQHVVE\FRRUGLQDWLQJDQGFRQWUROOLQJWKHSURPRWLRQDOHOHPHQWVWRSURGXFHDWDUJHW
FXVWRPHUDQGDFKLHYHILUPV¶REMHFWLYHV$WWKHVDPHWLPHILUPVDUHXVLQJVRFLDOPHGLDFRPPXQLFDWLRQVWRGHYHORS
PDUNHWRSSRUWXQLW\PDUNHWSHQHWUDWLRQDQGPDUNHWGHYHORSPHQWWKURXJKREVHUYDWLRQDQGLQYROYHPHQWRIFRQVXPHUV
7KLVVRFLDOPHGLDLQWHUDFWLRQE\ILUPVDOVRDOORZVIRUYDOXHFUHDWLRQVXFKDVEUDQGDZDUHQHVVEUDQGFRQVFLRXVQHVV
DQGEUDQGFRPPXQLW\DPRQJFRQVXPHU+XWWHU+DXW]'HQQKDUGW	)XOOHU/DURFKH+DELEL	5LFKDUG
:LWKWKLVVRFLDOPHGLDFRPPXQLFDWLRQEXVLQHVVHVDUHQRZIRFXVRQWKHFRQVXPHUVRFLDORULHQWHGUDWKHUWKDQSURGXFW
RULHQWHG+XDQJ	%HQ\RXFHI$OOWKHVHYDOXHFUHDWLRQVDUHPDGHSRVVLEOHEHFDXVHILUPVFDQJHQHUDWHWKHLU
RZQRQOLQHFRQWHQWXVLQJWKLVQHZIRUPVRFLDOPHGLDWRHQJDJHWKHPVHOYHVZLWKWKHFRQVXPHUV
0RVWLPSRUWDQWO\WKLVQHZVRFLDOPHGLDLQWHUDFWLRQDOVRDOORZFRQVXPHUVWRJHQHUDWHFRQWHQWDQGLQWHUDFWDPRQJ
WKHPVHOYHV RQOLQH /DL 	 7XUEDQ  *UX]G HW DO  )RU H[DPSOH VRFLDO PHGLD FRPPXQLFDWLRQV DOORZ
FRQVXPHUV WR EHFRPH DFWLYH FRFRQVWUXFWRUV RI OLIH H[SHULHQFHV DQGPHDQLQJV RI SURGXFW FRQVXPSWLRQ )LUDW DQG
'KRODNLD7KLVOLIHH[SHULHQFHVDQGPHDQLQJVRISURGXFWFRQVXPSWLRQE\FRQVXPHUVSURYLGHDV\PEROLFYDOXH
WRRWKHUFRQVXPHUVWKDWJREH\RQGWKHFRQVXPHUV
QHHGEDVHGRQWKHEHQHILWVWKDWDSURGXFWFDQRIIHU5R\R9HOD	
&DVDPDVVLPD6FKDX0XQL]	$UQRXOG'REHUV	6WUDQQHJDUG7KXVFRQVXPHUVFDQPDNHVRFLDO
LGHQWLW\VWDWHPHQWVDERXW WKHSURGXFWDPRQJWKHFRQVXPHUV0F,QW\UHDQG0LOOHU7KHDGYHQWVRFLDOPHGLD
FRPPXQLFDWLRQ FKDQQHO KDV H[WHQGHG FRQVXPHUV¶ RSWLRQV IRU JDWKHULQJ XQELDVHG SURGXFW LQIRUPDWLRQ IURP RWKHU
FRQVXPHUV 7KH VRFLDOPHGLD FRPPXQLFDWLRQ FKDQQHO SURYLGHV WKH RSSRUWXQLW\ IRU FRQVXPHUV WR RIIHU WKHLU RZQ
FRQVXPSWLRQUHODWHGDGYLFHE\HQJDJLQJDQGLQWHUDFWLQJDPRQJWKHPVHOYHV0DQJROG	)DXOGV
0DQ\FRQVXPHUVWHQGWRZDLWIRUWKHRSLQLRQVRIHDUO\FRQVXPHUVEHIRUHPDNLQJDEX\LQJGHFLVLRQWRUHGXFHWKH
ULVNRIEX\LQJXQQHFHVVDU\QHZSURGXFW.LPDQG6ULYDVWDYD7KH\FDQOHDUQIURPDQGEHDIIHFWHGE\RWKHU
FRQVXPHUV¶RSLQLRQVDQGRURWKHUV¶DFWXDOEX\LQJGHFLVLRQV)RULQVWDQFHZKHQFKRRVLQJEHWZHHQWZRUHVWDXUDQWVDQ
LQGLYLGXDOPD\EHKHDYLO\LQIOXHQFHGE\WKHRSLQLRQVDQGH[SHULHQFHVRIKHUIULHQGVRUE\VLPSO\REVHUYLQJRWKHU
GLQHUV LQ WKHUHVWDXUDQWHYHQ WKRXJKWKH\GRQRWNQRZWKHGLQHU LGHQWLWLHVDQGUHDVRQVIRU WKHGLQHUVFKRRVLQJ WKH
UHVWDXUDQW %HFNHU  $FFRUGLQJ WR 6LQKD DQG 6ZHDULQJHQ  FRQVXPHUV DUH IDU PRUH OLNHO\ WR EHOLHYH
UHFRPPHQGDWLRQV IURP SHRSOH WKH\ NQRZ DQG WUXVW LH IULHQGV DQG IDPLO\PHPEHUV DQG SHRSOH ZLWK VLPLODU
H[SHULHQFHEXLOGWKHWUXVWEDVHGRQFRPPRQH[SHULHQFH=KDQJ	*X+HQFHFRQVXPHUVWHQGWREHLQIOXHQFHG
E\ WKHLU VRFLDO LQWHUDFWLRQVZLWK RWKHUVZKHQ WKH\PDNH EX\LQJ GHFLVLRQV *RGHV HW DO  5DWKHU WKDQ IURP
DXWRPDWHGUHFRPPHQGHUV\VWHPVFRQVXPHUVDUHIDUPRUH OLNHO\ WREHOLHYH LQIRUPDWLRQDQGRSLQLRQV IURPWUXVWHG
DFTXDLQWDQFHVDQGDUHFRQYLQFHGWRPDNHSXUFKDVH
4XLQQ DQG'XWWRQ  VXJJHVW VRFLDO LQWHUDFWLRQ FDQ JHQHUDWH DQG GLPLQLVK WKH IHHOLQJV RI HQWKXVLDVP DQG
FRQILGHQFHE\LQGLYLGXDOWKDWLQWXUQDIIHFWDUDQJHRIRXWFRPHVHJGHFLVLRQDQGDFWLRQ7KHUHIRUHVRFLDOLQWHUDFWLRQ
DPRQJSHRSOHLVVLJQLILFDQW$FFRUGLQJWRDPHGLFDOUHSRUWE\8QLYHUVLW\RI5RFKHVWHUPHGLFDO&HQWHUVRFLDO
LQWHUDFWLRQZLOO FRQWULEXWH WREHWWHUKHDOWKKLJKVHOIHVWHHPDQG ORZPRRGGLVRUGHUV VXFKDVDQ[LHW\DQGGHSUHVV
:KHUHDV WKRVHSHRSOHZLWKGHILFLHQF\RI VRFLDO LQWHUDFWLRQZLOOKDYH IHHOLQJVRIGLVWUHVV DQGGHSUHVVLRQ 5DXNWLV
.RHVNH	7HUHVKNR,QWKHRIIOLQHFRQWH[WVRFLDOLQWHUDFWLRQLVDQRQJRLQJVRFLDOSURFHVVZKHUHE\YDOXHLV
FUHDWHGZKHQ WKHUH QHJRWLDWLRQV DPRQJYDULRXV VWDNHKROGHUV+RZHYHU WKH\ DOVR LPSRVHQHZFKDOOHQJHVEHFDXVH
VHSDUDWHVWUDWHJLFDFWLRQVDUHRIWHQUHTXLUHGWRPDQDJHVRFLDOLQWHUDFWLRQ.H\EXVLQHVVIDFWRUVRIVRFLDOPHGLDDOORZ
FRQVXPHUVWRHVWLPDWHSURGXFWVPDNHUHFRPPHQGDWLRQVWRFRQWDFWVRUIULHQGVDQGVKDUHDQ\RIWKHSXUFKDVHVWKURXJK
WKHLU VRFLDO PHGLD:KLOH DGYDQFHV LQ WHFKQRORJ\ LH WKH ,QWHUQHW DQG VRFLDO PHGLD FDQ IDFLOLWDWH DQGPDQDJH
FRQVXPHUVRFLDOLQWHUDFWLRQWKHUROHDQGVLJQLILFDQWRIVRFLDOLQWHUDFWLRQDPRQJFRQVXPHUVUHODWHGWREX\LQJEHKDYLRU
DUHVWLOOXQNQRZQ7KHH[LVWLQJERG\RINQRZOHGJHVWLOOIDOOVVKRUWLQH[SODLQLQJWKHSUHVHQWRQOLQHSXUFKDVLQJEHKDYLRU
WKURXJKXVLQJVRFLDOLQWHUDFWLRQZKLFKUHSUHVHQWVDQHZDQGGLIIHUHQWFRQWH[W,QOLQHZLWKWKHVHDUJXPHQWVWKLVVWXG\
IRFXVHVWKHRQOLQHVRFLDOLQWHUDFWLRQDQGFKDQJHRIRSLQLRQRQEX\LQJEHKDYLRXU
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7KHRUHWLFDO%DFNJURXQG
7KHWKHRUHWLFDOEDVHVIRUWKHVHVWXG\GHULYHGIURPGLIIHUHQWWKHRUHWLFDOIRXQGDWLRQWKDWFORVHO\LQWHUUHODWHGLQERWK
,QIRUPDWLRQ 6\VWHPV DQGPDUNHWLQJ UHVHDUFK WKH VWDJHV RI GHFLVLRQ SURFHVV LQ H&RPPHUFH EX\LQJ EHKDYLRXU E\
FRQVXPHUVWKHGLPHQVLRQRIWKHZHEH[SHULHQFHIDFWRUVDQGWKHVRFLDOLQWHUDFWLRQWKHRU\DQGUROHRIWLHVWUHQJWK7KH
UHYLHZEHJLQVZLWKDQRYHUYLHZRIWKHDGYDQFHVLQH&RPPHUFH7KHVLJQLILFDQWUROHRIVRFLDOPHGLDRQH&RPPHUFH
WRERWKILUPVDQGFRQVXPHUVDUHDOVRGLVFXVVHG$EULHIUHYLHZRIUHOHYDQWSULRUUHVHDUFKLQHDFKWKHRUHWLFDOVWUHDPLV
SUHVHQWHG
2.1. Overview of the Advances in eCommerce 
,QUHFHQW\HDUVH&RPPHUFHVDOHVKDYHEHHQWKHPDLQJURZWKHQJLQHIRUWKHUHWDLOVHFWRU7KHXVDJHRIH&RPPHUFH
KDYHH[SORGHGIRUGHYHORSHGFRXQWULHV1LHOVHQDQGEHFRPHDGRPLQDQWGLVWDQFHVDOHVFKDQQHODQGDFFRXQWV
IRUDURXQGWULOOLRQLQDQGH[SHFWHGWRUHDFKWULOOLRQE\H0DUNHWHU)RUH[DPSOHLQ(XURSH
WKHUHWDLOH&RPPHUFHLVJURZLQJGUDVWLFDOO\FRPSDUHWRUHWDLOVDOHVZKLFKGURSWRGXHWRWKHUDLQDQGVQRZWKDW
PD\ KDYH FRQWULEXWHG WR WKH ULVLQJ RI GLJLWDO VDOHV H0DUNHWHU  8QLWHG 6WDWHV LV VWLOO WKH OHDGHU IRU WKH
FRQVXPSWLRQRIH&RPPHUFHVDOHVZLWK8.FRQVXPHUVEHLQJWKHPRVWDYLGVKRSSHUVDQGEX\HUVDURXQGWKHZRUOG
H0DUNHWHU 1RW VXUSULVLQJO\&KLQD LV OHDGLQJ WKH$VLD3DFLILF UHJLRQ EHLQJ WKH VHFRQG LQZRUOGZLGH IRU
H&RPPHUFH VDOHV WKURXJK H0DUNHWHU 0HDQZKLOH 6RXWK.RUHD UHWDLO H&RPPHUFH VDOHV H[SHFWHG WR
LQFUHDVH DERXW  WR UHDFK  ELOOLRQ DQG DFFRXQW IRU UHWDLO VDOHV KDV HVWLPDWHG IRU  IRU WKH FRXQWU\
H0DUNHWHU6LPLODUO\WKHUHWDLOVHFWRULQGHYHORSLQJFRXQWULHVLVDOVRH[SHULHQFLQJH&RPPHUFHVDOHVDVWKHLU
JURZWKHQJLQH)RUH[DPSOHV,QGLDDQG,QGRQHVLDDUHDOVRGULYHVWKHLUUHJLRQDOJURZWKLQUHWDLOHFRPPHUFHVDOHV
H0DUNHWHU$VRIWKHH&RPPHUFHVDOHVLQ,QGLDDUHVHWWRDFFRXQWIRUSHUFHQWRIDOOUHWDLOVDOHVLQ
,QGLDEXW WKLV ILJXUH LV DOVRH[SHFWHG WRJURZ LQ WKHQHDU IXWXUH UHDFKLQJSHUFHQW LQ H0DUNHWHU
$FFRUGLQJWR1LHOVHQ0DOD\VLDH&RPPHUFHVDOHVUHSRUWHGWKDWRI0DOD\VLDQFRQVXPHUVDUHPRUHOLNHO\
WRJRRQOLQHDQGEURZVHWKHSURGXFWEHIRUHEX\LQJWKHSURGXFW:LWKWKHDGYDQFHPHQWRI,QWHUQHWHOHFWURQLFFRPPHUFH
H&RPPHUFHKDVGUDPDWLFDOO\FKDQJHGWKHODQGVFDSHRIJOREDOUHWDLOVHFWRU
0DQ\EXVLQHVVHVKDYHUHDOL]HGWKDWWKH\KDYHWRPDNHH&RPPHUFHDQLQWHJUDOSDUWRIWKHLUEXVLQHVVPRGHO'UDZLQJ
IURPWKHOLWHUDWXUHRQPDUNHWLQJEXVLQHVVDUHQRZLQWHJUDWLQJDQGRUVKLIWLQJIURPEULFNDQGPRUWDULQWRH&RPPHUFH
WRPHHWFHUWDLQFXVWRPHUQHHGVWKURXJKLQWHUDFWLRQLQFRPSXWHUPHGLDWHGHQYLURQPHQWV+RIIPDQ	1RYDN
2QWKHRWKHUKDQG2ND]DNLDQG3DUDVXUDPDQ=HLWKDPO	0DOKRUWUDVWDWHWKDWWKHUHDVRQEXVLQHVVHV
DUH LQWHJUDWLQJ DQG VKLIWLQJ WR HFRPPHUFH LV WR LGHQWLI\ WKH VXEMHFWLYH SHUFHSWLRQV RI DQ LQWHJUDWHG EXQGOH RI
LQIRUPDWLRQH[SHULHQFHVWKDWHYRNHLQ WKHPLQGRIDFXVWRPHUIRUDFHUWDLQSHUVRQDOLW\SUHVHQFHDQGSHUIRUPDQFH
+RZHYHUSULRUVWXGLHVLQGLFDWHWKDWE\SURYLGLQJLQIRUPDWLRQDERXWSURGXFWWKDWWKHQFUHDWHH[FHVVLYHLQIRUPDWLRQ
IORZ DQG WKHLU IRFXV RQ WKH ODWHVW WHFKQRORJ\ HPEHGGHG LQ WKHLU H&RPPHUFH SODWIRUP GXH WR RQOLQH QDWXUH RI
H&RPPHUFH WKDWDVVRFLDWHGZLWK ODFNRISK\VLFDOFOXHV +HOP6LPPRQV.ROOPDQ	6XFNRZ
7KXV WKLVEHFRPHDFKDOOHQJHV WR WKHH&RPPHUFHEXVLQHVVEHFDXVH WKHDGYDQFHPHQWRI WKH LQWHUQHWRSHQVXS WKH
SRVVLELOLW\RILQWHUDFWLYLW\DQGXVHUH[SHULHQFHZKHUHFRQVXPHUVFDQHPSRZHUHGWKHPVHOYHVWRLQWHUDFWDQGHQJDJH
ZLWKDQRWKHUFRQVXPHUVDERXWWKHSURGXFW9LYHN%HDWW\	0RUJDQ0R\QDJK	:RUVOH\
2.2. The Role of Social Media in eCommerce Environment 
6RFLDOPHGLDDQG:HEKDYHSURYLGHGDKXJHSRWHQWLDOWRWUDQVIRUPH&RPPHUFHLQWRPRUHRUJDQL]DEOHDSSURDFK
DQGVXSSRUWVNQRZOHGJHPDQDJHPHQWIRUQHZEXVLQHVV/HH:HESRVVHVVHVDQRSHQVWUXFWXUHZKLFKDOORZV
WKHFUHDWLRQDQGH[FKDQJHRIXVHUJHQHUDWHGFRQWHQWZKHUHE\WKHFRQWHQWLVQRWFRQVXPHGE\SHRSOHSDVVLYHO\LQVWHDG
LWLVSURGXFHGVKDUHGDQGFRQVXPHGE\XVHUVDFWLYHO\JHQHUDWHGFRQWHQW8*&$NULPL	.KHPDNKHP:LWK
ERWKRIWKHVHDSSOLFDWLRQVHPEHGGHGLQWRH&RPPHUFHDOORZFRQVXPHUVWRKDYHWKHLURZQLQFHQWLYHVWRMRLQDQGKDYH
ULFK LQWHUDFWLRQVZLWKPDQ\SHRSOHDQGSDUWLFLSDWH LQ WKHVKDULQJRI WKDW LQIRUPDWLRQDQGUHVKDSHGFRQVXPHUV LQWR
LQIRUPDWLRQVHHNLQJDQGVKDULQJEHKDYLRXU%URQQHU	+RRJ$NKULPL	.KHPDNKHP7KHGHVLUHIRU
VRFLDOLQWHUDFWLRQLVDQHVVHQWLDOSV\FKRORJLFDOQHHGRILQGLYLGXDOWRIHHOVRFLDOO\FRQQHFWHG6DUDVRQ+HQQLJ
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7KXUDX*ZLQQHU :DOVK 	 *UHPOHU  %\ FRQQHFWLQJ ZLWK VRFLDO PHGLD DQG IHHO IRU EHORQJLQJQHVV
*DQJDGKDUEKDWOD7DUGLQL	&DQWRQLFUHDWHWKHLURZQFRPPXQLW\/DURFKH+DELEL	5LFKDUG
'XHWRWKLVRSSRUWXQLWLHVH&RPPHUFHUHWDLOHUVEHDEOHWRFDSWXUHFRQVXPHU¶VEHKDYLRXUZKLFKJLYHVWKHPLQVLJKWV
LQWRWKHLUVKRSSLQJQHHGVFUHDWLYLW\DQGH[SHULHQFHVZLWKH[SHFWDWLRQLQWKHSURGXFWLRQRIFRPPXQLFDWLRQPHVVDJHV
DQGWKHGHVLJQRIWKHLUSURGXFWV$VDUJXHGE\&RQVWDQWLQLGHVDQG)RXQWDLQLQWKHH&RPPHUFHHQYLURQPHQW
:HE  VKLIWV PDUNHW SRZHU IURP FRPSDQLHV WR FRQVXPHUV )XUWKHUPRUH VLQFH WKHLU QHHGV DUH DOWHUHG E\ WKH
LQFUHDVLQJUHTXLUHPHQWVIRURQOLQHVHUYLFHVDQGDSSOLFDWLRQVFRQVXPHUVDUHORRNLQJIRUPRUHVRFLDODQGLQWHUDFWLYH
ZD\VWRVWLPXODWHHQJDJHPHQW%\LQWHJUDWLQJVRFLDOPHGLDWRWKHH&RPPHUFHPRGHOSURYLGHFXVWRPHUVZLWKQHZ
DSSURDFKHV WR LQWHUDFW ZLWK PDUNHWHUV DQG SHHUV FRPPXQLWLHV 7KHUHIRUH VRFLDO PHGLD FUHDWHV FKDOOHQJHV WR WKH
PDUNHWHUV DV LQIRUPDWLRQSURYLGHGE\ UHWDLOHUVRI FRQVXPHUJRRGV LVQR ORQJHU WKHPDMRU IDFWRU LQIOXHQFLQJ WKHVH
GHFLVLRQVEXWPRUHRQWKHRSLQLRQVDQGH[SHULHQFHVIURPRWKHUFRQVXPHUVDUHVHHNVE\FRQVXPHUVZKLFKLVNQRZQ
DVµSURVXPHULVPWKDW6LJDOD
2.3. Decision Making Process Stages in eCommerce 
$VVKRZQLQ)LJXUHWKHUHDUHILYHVWDJHVWRWKHGHFLVLRQPDNLQJSURFHVVLQH&RPPHUFHWRHYDOXDWHWKHRQOLQH
EX\LQJGHFLVLRQ6WDJHLVFRQVXPHUUHFRJQLWLRQRQPDNLQJGHFLVLRQZKHWKHUWRJRRUQRWWRJRRQDQH&RPPHUFH
ZHEVLWH 6WDJH  LV FRQVXPHUV VHDUFK IRU LQIRUPDWLRQ DQGPDNH GHFLVLRQ WR EX\ RU QRW WKH SURGXFW EDVHGRQ WKH
LQIRUPDWLRQWKDWWKH\JHW7KHWKLUGVWDJHLVWRFRQVXPHUGHFLVLRQRQWRUDWHDUHYLHZRUQRWEDVHGHYDOXDWLRQRIWKH
LQIRUPDWLRQEHIRUHPDNLQJWKHSXUFKDVHGHFLVLRQ7KLVLVIROORZE\WKHIRXUWKVWDJHWKDWGHFLVLRQPDNLQJSURFHVVRI
WKHFRQVXPHULQH&RPPHUFHHLWKHUWREX\WKHSURGXFWIURPWKHH&RPPHUFHVLWHRUIURPRWKHUVH&RPPHUFHVLWH7KH
ILQDOVWDJHLVDIWHUEX\HYDOXDWLRQZKHUHE\FRQVXPHUGHFLVLRQPDNLQJDERXWWKHSURGXFWDQGWRZULWHDUHYLHZRUQRW
E\UDWLQJWKHUHYLHZEDVHGRQWKHLQIRUPDWLRQWKDWLQIOXHQFHGWKHPWREX\LQJGHFLVLRQ2YHUDOODOORIWKLVGHFLVLRQ
PDNLQJSURFHVVWREX\RUQRWWREX\LQH&RPPHUFHZHEVLWHLVEDVHGRQWKHVRFLDOLQWHUDFWLRQDPRQJWKHFRQVXPHUV
DERXWWKHSURGXFW)RULQVWDQFHLIWKHUHYLHZDQGUDWLQJVRIWKHSURGXFWLVJRRGEXWWKHFKDQJHRIRSLQLRQRIWKHRWKHU
FRQVXPHUV WKURXJK WKH VRFLDO PHGLD LV QHJDWLYH RU SRVLWLYH LW ZLOO LQIOXHQFH WKH FRQVXPHU EX\LQJ GHFLVLRQ LH
UDWLRQDOHLPSXOVLYHDQGDYRLGDQFH
'XHWRWKHFKDQJHRIFRQVXPHUEX\LQJGHFLVLRQWKHREMHFWLYHRIWKLVVWXG\LVWRLQYHVWLJDWHWKHZHEH[SHULHQFHRQ
FRQVXPHUEX\LQJGHFLVLRQDQGWKHUROHRIVRFLDOLQWHUDFWLRQRQFKDQJHRIRSLQLRQLQEX\LQJGHFLVLRQ7KHVWDJHVRI
H&RPPHUFHGHFLVLRQPDNLQJWKDWLQYROYHLQWKLVVWXG\LVWKUHHVWDJHVVXFKDVDWWKH6WDJHDQG$VLQWKH.LP	
6ULYDVWDYDUHVHDUFKWKHHPSLULFDOHYLGHQFHLVRQO\LQYROYHVVRFLDOLQWHUDFWLRQRQFKDQJHRIRQ6WDJHDQG
+RZHYHUWRILOOWKHUHVHDUFKJDSRQWKHVRFLDOLQWHUDFWLRQRQFKDQJHRIRSLQLRQLQRQOLQHEX\LQJGHFLVLRQWKLVVWXG\
ZLOOLQYHVWLJDWHWKHRQOLQHEX\LQJGHFLVLRQRQWKUHHVWDJHVWKDWLVWKHLQIRUPDWLRQVHDUFKVWDJHHYDOXDWLRQVWDJHDQG
SXUFKDVHVWDJH%DVHGRQWKHLOOXVWUDWLRQ)LJXUHWKLVVWXG\ZLOOLQYHVWLJDWHRQWKHGHFLVLRQSURFHVVRIH&RPPHUFH
DWWKHWKUHHVWDJHVVXFKDVWKHGHFLVLRQDQG
2.4. The Web Experience Dimensions and Buying Decision  
2QHRIWKHGHWHUPLQDQWVWKDWKDYHEHHQWKHLQWHUHVWRIPDQ\,6DQGPDUNHWLQJUHVHDUFKHUVDUHLQIOXHQFHRIZHE
H[SHULHQFHRQRQOLQHEX\LQJGHFLVLRQ:HEH[SHULHQFHIDFWRUVZDVILUVWGLVFXVVE\&RQVWDQWLQGHV
$FFRUGLQJ WR &RQVWDQWLQLGHV  ZHE H[SHULHQFH LV D FRPELQDWLRQ RI RQOLQH IXQFWLRQDOLW\ LQIRUPDWLRQ
HPRWLRQVFXHV VWLPXOLDQGSURGXFWVRU VHUYLFHVRUDFRPSOH[PL[RIHOHPHQWV WKDWEH\RQG WKH3VRI WUDGLWLRQDO
PDUNHWLQJPL[7KHZHEH[SHULHQFHHPEUDFHVHOHPHQWVOLNHVHDUFKLQJEURZVLQJILQGLQJVHOHFWLQJFRPSDULQJDQG
HYDOXDWLQJWKHLQIRUPDWLRQDVZHOODVLQWHUDFWLQJZLWKWKHRQOLQHILUP&RQVWDQWLQLGHVGHVFULEHVZHEH[SHULHQFH
DVWKHFRQVXPHU¶VWRWDOLPSUHVVLRQDERXWWKHRQOLQHFRPSDQ\QRWRQO\DGGUHVVLQJWKHFRQVXPHU¶VSURGXFWQHHGVDQG
H[SHFWDWLRQVEXWDOVRDVVLVWLQJWKHFRQVXPHUVWKURXJKWKHVWHSVRIWKHEX\LQJSURFHVVZKLFKOLNHO\WRLQÀXHQFHWKH
EX\LQJ GHFLVLRQ RI WKH RQOLQH FRQVXPHU 7KLV UHVHDUFK VXSSRUWHG E\ &RQVWDQWLQLGHV  WKDW SURSRVH ZHE
H[SHULHQFHDVWKHFRQVXPHU¶VZKROHSHUFHSWLRQDERXWWKHRQOLQHFRPSDQ\&RQVWDQWLQLGHVVXJJHVWVWKDWZHE
H[SHULHQFH LVFRQVLVWVRI ILYHHOHPHQWV VXFKDVXVDELOLW\ LQWHUDFWLYLW\DHVWKHWLFV WUXVW DQGPDUNHWLQJPL[ 3ULRU
VWXGLHVRIZHEH[SHULHQFHDUHGHYHORSHGE\XVLQJIORZWKHRU\&RQVWDQWLQLGHV7KHILQGLQJVRI&RQVWDQWLQLGHV
FRPSUHKHQVLYHOLWHUDWXUHUHYLHZDUHVXPPDUL]HGLQDPRGHOGHSLFWLQJWKHPDLQFDWHJRULHVRIIDFWRUVDIIHFWLQJ
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WKHRQOLQHFRQVXPHU7KHVWXG\LGHQWLILHVWKUHHJURXSVRIZHEH[SHULHQFH±IXQFWLRQDOIDFWRUSV\FKRORJLFDOIDFWRUDQG
FRQWHQWIDFWRUOOXVWUDWHLQ)LJXUH2QWKHFRQWUDU\)DQJSURSRVHVWKDWHOHFWURQLFZLQGRZGUHVVLQJIHDWXUHV
(:'VLVUHSUHVHQWDV\PEROLFSUHVHQWDWLRQRIWKHH&RPPHUFHZHEVLWH$FFRUGLQJWR)DQJ(:'VLVUHODWHG
WR WKH SUHVHQWDWLRQ RI HOHFWURQLF ZRUG RI PRXWK UHYLHZV WKDW LQYROYH H[WHUQDO OLQNV JUDSKLFV DQG WHFKQRORJ\
0HDQZKLOHVLWHFRPPLWPHQWLVDOVRDQHZYDULDEOHWRWKHSV\FKRORJLFDOGLPHQVLRQLQWKLVVWXG\$FFRUGLQJWR3DUN
	.LPVLWHFRPPLWPHQWLVUHIHUDVHQGXULQJGHVLUHWRPDLQWDLQDYDOXHGUHODWLRQVKLSZLWKWKHH&RPPHUFH
ZHEVLWH,QWKHLUUHVHDUFKLQGLFDWHWKDWVLWHFRPPLWPHQWLVVLJQLILFDQWRQRQOLQHEX\LQJEHKDYLRU2QRWKHUKDQGPDQ\
UHVHDUFKHUVKDYH LQYHVWLJDWHG WKH UHODWLRQVKLSEHWZHHQFRPPLWPHQW DQG IXWXUH LQWHUDFWLRQ *DUEDULQR	 -RKQVRQ
+RFXWW)LJXUHLOOXVWUDWHWKHPRGHORIVLWHFRPPLWPHQWRQEX\LQJEHKDYLRU
2.5. Online Social Interaction and Buying Decision 
2QOLQHVRFLDOLQWHUDFWLRQVFDQEHGLYLGHGLQWRRSLQLRQEDVHGVRFLDOLQWHUDFWLRQDQGEHKDYLRUEDVHGVRFLDOLQWHUDFWLRQ
&KHQHWDO&KHXQJHWDO2SLQLRQEDVHGVRFLDOLQWHUDFWLRQDOVRNQRZQDVRQOLQHUHYLHZVUHIHUVWRDQ\
SRVLWLYHRUQHJDWLYHRQOLQHFRQVXPHURSLQLRQVWRZDUGSURGXFWVDQGVHOOHUV+HQQLQJ7KXUDXHWDO%HKDYLRU
EDVHG VRFLDO LQWHUDFWLRQZKLFK UHIHUV WRREVHUYDWLRQDO OHDUQLQJ LQGLFDWHV WKDW FRQVXPHUVPDNHSXUFKDVHGHFLVLRQ
EDVHGRQREVHUYLQJWKHSXUFKDVHDFWLRQVRIRWKHUV/HHHWDOLQGLFDWHWKDWVXFKDVWURQJVRFLDOLQÀXHQFHH[LVWV
LQYDULRXVVRFLDOJURXSV6LQFHEORJVDUHVRFLDOQHWZRUNVWKDWSOD\DQLPSRUWDQWSDUWLQWKHGLIIXVLRQRILQIRUPDWLRQ
DPRQJFRQVXPHUV6WH\HUHWDOLQFUHDVHGRQOLQHVRFLDOLQWHUDFWLRQVDPRQJEORJJHUVOHDGWRWKHGLIIXVLRQRI
LGHDVNQRZOHGJHH[SHULHQFHDVZHOODVEHVWSUDFWLFHVIDVKLRQDQGWUHQGVRQWKHZHE,QDGGLWLRQLQFUHDVLQJVRFLDO
SUHVHQFHLVVXSSOHPHQWHGZLWKJUDSKLFVDQLPDWLRQYLGHRDQGVRXQGWKDWLQFUHDVHWKHYHORFLW\RILQWHUDFWLRQVVXSSRUW
FROODERUDWLRQDQGPDLQWDLQRQOLQHFRQQHFWLRQV:HOOPDQHWDO
,Q RQOLQH HQYLURQPHQWVPDQ\ FRQVXPHUV SUHIHU WR VHDUFK SURGXFW RSLQLRQV DQG UHFRPPHQGDWLRQV IURP RWKHU
FRQVXPHUV IRU SURGXFW TXDOLW\ LQIHUHQFH DQG XQFHUWDLQW\ UHGXFWLRQ+HQFH LW LV LPSRUWDQW WR H[DPLQHZKHWKHU D
FRQVXPHUZLOODGRSWRQOLQHUHYLHZVDQGDVVHVVWKHLULQIOXHQFHRQSXUFKDVHGHFLVLRQ&KHXQJHWDO
5HVHDUFK0RGHODQG+\SRWKHVHV'HYHORSPHQW
3UREOHPVWDWHPHQWDQGK\SRWKHVHV

7KHVWXG\¶VILUVWREMHFWLYHLVWRH[DPLQHWKHZHEH[SHULHQFHIDFWRUVWKDWLQIOXHQFHRQOLQHEX\LQJEHKDYLRXUEDVHG
RQ.LPDQG6ULYDVWDYDDSSURDFK WRH[SODLQDQGSUHGLFWSHRSOH¶VZLOOLQJQHVV WREX\RQOLQH7KHUHIRUH WKLV
UHVHDUFKWULHVWRILOOWKHJDSRIWKHSUHYLRXVVWXGLHV&RQVWDQWLQLGHVWKHZHEH[SHULHQFHIDFWRUVRIRQOLQHEX\LQJ
7KHZHEH[SHULHQFHIDFWRUVHOHFWURQLFZLQGRZGUHVVLQJDQGVLWHFRPPLWPHQWLVQHFHVVDU\EHFDXVH&RQVWDQWLQLGHV
SURSRVHGDZHEH[SHULHQFHIDFWRUVXVDELOLW\LQWHUDFWLYLW\RQOLQHWUXVWDHVWKHWLFVDQGPDUNHWLQJPL[ZKLFK
KDGQRWGRQHRQWKHFRQVHTXHQFHVRIRQOLQHVRFLDOLQWHUDFWLRQ0HDQZKLOH)DQJDQG+XWWHUHWDOKDYH
FRQGXFWHGDVWXG\WRWKHRQOLQHEX\LQJEHKDYLRUEXWWKHUHVHDUFKKDGQRWSURSRVHGVSHFLILFZHEH[SHULHQFHIDFWRUVDV
LQ&RQVWDQWLQLGHV&RQVWDQWLQLGHVGLGQRWLQFOXGHHOHFWURQLFZLQGRZGUHVVLQJDQGVLWHFRPPLWPHQWLQ
DVLQJOHPRGHO
7KHVHFRQGREMHFWLYHRIWKLVVWXG\LVWRLQYHVWLJDWHWKHUROHRIRQOLQHVRFLDOLQWHUDFWLRQLQRQOLQHEX\LQJEHKDYLRXU
DVWRILOOWKHJDSRIRQOLQHVRFLDOLQWHUDFWLRQUHODWLRQVKLSVZLWKWKHLPSXOVLYHRQOLQHEX\LQJDVH[DPLQHGE\=KDQJ
+X	=KDRLQWKHFRQWH[WRIRQOLQHVKRSSLQJ7KHUHIRUHWKLVVWXG\LVWRH[DPLQHWKHZHEH[SHULHQFHIDFWRUV
WKDWLQIOXHQFHRQRQOLQHEX\LQJEHKDYLRXUDQGWRLQYHVWLJDWHWKHRQOLQHVRFLDOLQWHUDFWLRQUROHVLQWKHUHODWLRQVKLSZLWK
FKDQJHRIRSLQLRQLQWKHVRFLDOPHGLDFRQWH[W
'UDZLQJXSRQWKHWKHRUHWLFDOEDFNJURXQGRIWKLVUHVHDUFKZHSURSRVHWKDWRQOLQHVRFLDOLQWHUDFWLRQVPD\VHUYHDV
LPSRUWDQWVWLPXOLLQFRQVXPHU¶VRQOLQHEX\LQJEHKDYLRXU7KLVVWXG\K\SRWKHVL]HWKDWZHEH[SHULHQFHLHXVDELOLW\
LQWHUDFWLYLW\ RQOLQH WUXVW DHVWKHWLFV PDUNHWLQJ PL[ HOHFWURQLF ZLQGRZ GUHVVLQJ DQG VLWH FRPPLWPHQW DUH NH\
GHWHUPLQDQWVRIRQOLQHEX\LQJEHKDYLRXU2QOLQHVRFLDOLQWHUDFWLRQSRVLWLYHO\DIIHFWVFKDQJHRIRSLQLRQZKLFK
IXUWKHUOHDGVWRFRQVXPHUV¶RQOLQHEX\LQJ)LJXUHLOOXVWUDWHVWKHUHVHDUFKPRGHORIWKLVVWXG\


357 Nina Farisha Isa et al. /  Procedia - Social and Behavioral Sciences  219 ( 2016 )  352 – 358 




















)LJ5HVHDUFK0RGHO
$FNQRZOHGJHPHQWV
,DFNQRZOHGJH1RRU$NPD0RKG6DOOHKDQG$]PLQ$]OL]D$]L]IRUWKHLUDVVLVWDQFHLQUHYLHZLQJWKLVSDSHU
7KLVUHVHDUFKLVIXOO\VXSSRUWHGE\6/$%	6/$,)XQGRI0LQLVWU\(GXFDWLRQ0DOD\VLD
5HIHUHQFHV
$NULPL<	.KHPDNKHP5:KDW'ULYH&RQVXPHUVWR6SUHDGWKH:RUGLQ6RFLDO0HGLD"-RXUQDORI0DUNHWLQJ5HVHDUFKDQG&DVH6WXGLHV

%DJR]]L53	/HH.+ 0XOWLSOH URXWHV IRUVRFLDO LQIOXHQFH7KHUROHRI FRPSOLDQFH LQWHUQDOL]DWLRQDQGVRFLDO LGHQWLW\6RFLDO
3V\FKRORJ\4XDUWHUO\
%DQGXUD$6RFLDOIRXQGDWLRQVRIWKRXJKWDQGDFWLRQ$6RFLDO&RJQLWLYH7KHRU\(QJOHZRRG&OLIIV1-3UHQWLFH+DOO
%DURQ63DWWHUVRQ$DQG+DUULV.%H\RQGWHFKQRORJ\DFFHSWDQFH8QGHUVWDQGLQJFRQVXPHUSUDFWLFH,QWHUQDWLRQDO-RXUQDORI6HUYLFH,QGXVWU\
0DQDJHPHQW±
%ODX3([FKDQJHDQGSRZHULQVRFLDOOLIH1HZ<RUN-RKQ:LOH\	6RQV
%OXPOHU-*DQG0F4XDLO'7HOHYLVLRQLQ3ROLWLFV&KLFDJR8QLYHUVLW\RI&KLFDJR3UHVV
&KDSLQ)66RFLDO7KHRU\DQG6RFLDO$FWLRQ$PHULFDQ6RFLRORJLFDO5HYLHZ
&KRL+-	6FRWW(-(OHFWURQLF:RUGRI0RXWKDQG.QRZOHGJH6KDULQJRQ6RFLDO1HWZRUN6LWHV$6RFLDO&DSLWDO3HUVSHFWLYH-RXUQDORI
7KHRUHWLFDODQG$SSOLHG(OHFWURQLF&RPPHUFH5HVHDUFK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